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Virtual Reference at NDU 
Just one form of reference

Primary patrons – homegrown form, phone,
email, and walk in

External patrons   - QuestionPoint(QP) Global
DDLRS
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NDU – participant in CDRS

- participant in DDLRS

- subscribed to QP with chat

- scheduled to receive questions 5 hr/wk 

- also receive questions through global 
QP 
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Implementation

Local Administrator

Set up librarian accounts/privileges

Set up library profile

Set up options – notifications (choose 
email address), survey, etc
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IMPLEMENTATION

TRAINING

Using the software - in-house and local

Virtual training through OCLC

Generic how to’s vs DDLRS specific

* Time for training and timing of training



12/8/2004 MLW 2004

NDU – DDLRS Presentation

IMPLEMENTATION

TRAINING

DDLRS Specific Training

Procedural - schedules, partners, policies 

Subject Matter - FAQ’s, ready reference 
material, shared scripts, knowledge base, AKO
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Implementation

TRAINING

AKO Training

Need AKO account

Knowledge of what’s in AKO to direct 
patrons

Use of white pages for email addresses

DDLRS materials for participating 
libraries in Army Libraries area
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Implementation

TRAINING

Basic Reference Skills 

reference interview – clarification

answer with “how to”

refer to a professional for legal/
medical/highly technical questions

refer if beyond your scope/ability

edit answer and try links
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Issues

Scheduling – who will assign/answer 
questions during time slot

Continuing Training – system changes in QP

AKO changes frequently

Knowledge Base – who will enter question 
and answer pairs, who will edit, who 
will update as needed
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Virtual Reference Issues

DDLRS is established and providing great service

What Now?

Growth - get more libraries participating

- marketing to libraries and patrons

Maintenance – continuing training 

DDLRS (procedural) 

AKO (subject matter) 

Knowledge Base 
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Guidelines for Implementing and Maintaining Virtual 
Reference Services

Guidelines for Behavioral Performance of Reference and 
Information Service Providers
Reference and User Services Association(RUSA), American Library 
Association

http://www.ala.org/ala/rusa/rusaprotools/referenceguide/
Default2277.htm

Lily McGovern mcgovern@ndu.edu

http://www.ala.org/ala/rusa/rusaprotools/referenceguide/Default2277.htm
http://www.ala.org/ala/rusa/rusaprotools/referenceguide/Default2277.htm

